VLA

MANAGEMENT - ACCOUNTABILITY - PERFORMANCE

City of Greensboro
Goal 4 High Level Indicator

1.) Contact Center's call abandonment rate

Total Abandonment
Total Calls Abandoned Rate

FY 035-06 159,301 11,250 7.1%
FY 06-07 211,166 19,720 9.3%
FY 07-08 220,519 9,219 4.2%
FY 08-09 247,362 11,697 4.7%

FY 09-10 275,290 12,302 4.5%




